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ABSTRACT 

This handbook, based on a questionnaire concerning 
operation and managejnentr-issues .submitted to each ERIC Clearinghouse 
during Spring 1981, presents satisfaction ratings for the major areas 
of ERIC Clearinghouse operation, lists the problems identified in- 
particular areas of operation ,' and presents the solutions to the 
identified problems suggested by particular clearinghouses during* the 
survey. The handbook is divided into seqtaons covering 'RIE (Resources 
in Education) and' CUE (Current Index to Journals in Education), — 



processing practices, computer searching, vocabulary review, 




relations. Wi eich section*, problem statements are listed in 
alphabetical order, followed by the solutions to these problems 
suggested by individual clearinghouses. A level of satisfaction 
rating (based on a scale of one to five) provided for each area is 
the average* of the' rankings reported jt>y . the 16 -clearinghouses . 
( Author /JL) . * ■ • 



^ ************************** *^ 

* Reproductions supplied bf EDRS are the best that can be made * 
** from the original document. - x * 

****************************.******************************************** 



TO 



u3. department of education 

national institute of education 

\eoucational resources Information 
center (eric) 

This document has been reproduced as. 
\ received from the person or organization 
\ originating it. 
LI Minor changes have been made to improve 
^production quality 

• Pqmtsof view or* opinions stated in this docu- 
nt do not necessanfy represent official NIE 
Jtion or pohcy. ( f 




Handbook 



of 



Effective ERIC 



Clearinghouse Practices 



r 




This . publication was prepared wi%h funding from- the National 
Institute of Education, U.S. Department of Education under 
contract No . 400-78-0005'i 'Vhe opinions expressed in this 
report' do not necessarily reflect the .positions of NIE or 
the Department of Education. 



ERIC i COUNSELING AND PERSONNEL SERVICES CLEARINGHOUSE 
School of Education 
The University of Michigan 
Ann Arbor, Michigan 48109 

Publi sited by ERIC/CAPS 1982 » 




\ TABLE OF CONTENTS 



y 



Paae 



Foreword i 

RIE Processing ^ . -1 1 

Acquisitions * 1 

Screening 9 . / / 

Indexing/Abstracting * * 13 

Cataloguing 17 

Editing ./.-. . .< . . . 21 " — ' — 

OCR Typing . . . / .. 24 

Shipping/Mailing' , 28 

Communi caption with RIE Authors 32 

Record Keeping . . .• : . .37 ; \ 1 ' 

Trai ni ng Indexers/Abs tractors 41 \ 

CUE Processing , • c 44 * ' 

Computer Searching ( ." , 47 

« r 

Vocabulary Review . . . # . a . . . * * .V . , 51 ■ 

Facilities/Eqidprrient 54 

Zfeer Services • 7 . ; 57 

pVoducts*. . . \ \ : # 57 *' 

Question Answering *'64 0 : - 

Pn/Off-Site Workshops/Orientations ° SS- 
I^'s ' ' ' . . 72 . v * 

Topic Selection \ 72 * . ' ' 

Procuring of Authors : . . . 76. 

Editing , . . C . ^ 81 ' . - 

Publishing/Printing. .* . . • ...... , 84'' 

Marketing/Sales .• . .--.j-.' . ,1 . ' 88 

Inventory Control- : . . . 



J 




TABLE OF CONTENTS 
(cont.) 



Professional Linkages . . ' 

Support Sources . ♦ . N . . 

Special Projects \ . 

How Determined 
. How Assigned . . . . 

Budget Management . • . • . ^ . . . • 

Advisory Board . . . .• ,? . • . • 

Staff Development . . 1 

Staff Meetings ... . \ . . > .... 

Staff Turnover/Hiring* 

Staff Communication ' 

Upgrading and Training in New „ 

SkiMs- for Existing Staff ' . J 

Trainiftg o1\ New Staff i ] 

Job Rotation/Staffing Patterns 

Public Relations *■ . . . • 



- 9 



FOREWORD 



^ , , Whenever personnel from the ERIC* Clearinghouses are together, . 

sooner or later they start discussing common problems- and sharing 
ideas about how to solve them. In^an attempt to make these informal 
conversations orderly and useful, CAPS took on as a special project 
the : task of collecting and organizing into a single volume th^best 
pf all the Clearinghouse practices., .This Handbook is the resuVt. 

In the sprirlg.of 1981 CAPS" disseminated to each Clearinghouse 
an extensive questionnaire about all phases of our operation and man- 
agement. £ach -Clearinghouse was asked to (a) indicate the level of 
st#ff satisfaction with a particular area,-(b) .identify.any problems • 

in thatarea, and £c) describe what had been done to resolve them.. 
• *w * 

The CAPS staff then analyzed the data, integrated concerns. cvf *a simi- 
* . lar nature into one succinct statement, and listed solutions as often 



as possible just as they were expressed by each .Clearinghouse in the 
questionnaire. Prior to final assembly, the material was reviewed / 
and approved by Central - ERIC. \/ 

Because the operation ot an £R\C Clearinghouse is in a continual 
state of refinement and improvement* the 8a Handbook is arranged in loose- 
leaf format so that Clearinghouses can add or delete pages as policy 
and procedures change. The sections within the Handbook -appear as they^* 
did in tfi^ -questionnaire. A*ti|1e pacje precedes .each section with a 
Level of, Satisfaction raj:i ng^' Based on a scale of one to five (low = 1, 
high = 5), the number is. an average of the Clearinghouse rankings for 
gach area* designated on. the^questionnaire. This Level- of Satisfaction * : 
rating represents, overall Clearinghouse satisfaction -with the .particular 

/Within each section, the problem statements are arranged in alpha*- t >• 
> betlcchl order* followed by Clearinghousergenerated solutions .listed in- 
random order f .No attempt has- been made tb'rank problems or solutiqns"'~V.'> ' , 
in any kin3-of priority or .'frequency v as the'levelVf importance^ after' • ; 
all. is *in "the* eye and mind of the rejadet ''Following each .solution are 
tfie initials of the Clearingholis'e(s) which suggested -it, Tie' purpose , 



.of referencing the / solution is tti provide a>c«nfcact for furthe^exfvlo- 
ration of a procedure of particular interest. No individual names have 
been indicated because of the possibility of the staff member 1 s leav- 
ing ERIC or the reassignment of tasks within each Clearinghouse. 

The Handbook is a compilatioTrofc real apd practical issues facing 
an ERIC Clearinghouse because 4-t-j]a§ been created by^ staff persons di- 
rectly involved in Clearinghouse functioning. _A1 though , v some. problems • 
or solutions may be unique fco a particular Clearinghouses, we believe 
tha,t, a thorough study of specific areas of interest; will yield infor- 
mation of potential benefit* The rainbow on the cover "symbol i2es tihe 
supreme individuality of each of the, 16 Clearinghouses, as well as 
their harmony and .unity as part of the total ERIC system. This Hand- 
book is an example of that unity because it is truly a joint effort 
of all of us. 

We wish to express our sincere appreciation to all of you for 
your response^ to our call for your best thinking. Here at CAPS v/e 
are highly pleased with the range and substance of information the 
Handbook contains and hope that aM the Clearinghouses will find it 
us'eful as they work to enhance the- efficiency and effectiveness of 
their own performance. 



Garry R. Walz 
Director, r ERIC/CAPS 
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Level of Satisfaction: , 4. 1 / 



ERIC . ; * . •< - p / i JS • ^ 



Problem: Document Quality 

• change-of .emphasis in scopq areas 

• ' . prevalence of roundtable discussions over 
scholarly papers 

• large number of documents with limited or 
N — n local interest 

-V 

• v 

• overlap „in scope areas 



Solutions 



1. Rev,iew usefulness? of documents from "tried and 

true" sources. (FL) 1 

2. Eliminate' marginal types ,of acquisitions. (FL, IR) 

3. Create an external validation procedure, e.gv, 

a small advisory board to examine acquisition/ 
selection procedures. (EC) 

4. Contact other CH's when scope overlap is in 
. question., (CG) ' * 

5. Gather input from advisory board and professional 

association members about trends in scope area. 
(Cfy IR) . 
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Acquisitions 









Pnobl em: 


Identification ctf Do.cument Sources ' . 


• 


• 


maintenance of total Coverage of, scope area* 




• 


handling of bills for submitted materials, * 


V \ 


• 


low productivity in field 






addresses of conference presenters 






diminished relevance v and/or funding of sources 




• 


vtendency to rely on "tried and true" sources 




• 


lYregular supplies of newsletters a* 


s 




'Ybibl iographies v 



Solutions 



1. Set ud acquisition networks Within scope areas, 
% . » (RC) I ^ 

2. Use liayson contacts with professional organiza- 

tions* (HE, RCF . ' 

3. Request cancellation of bills by pjior^e and/or ' 

return bill with a lett^r-4n<ijcating^. date 
4 after which CH assumes bill is cancelled, or 
' offer ^to return th^item. ,(EA) 

4. Request*address lists/mailing labels .from c)ynfer^nce 

coordinators or sponsoring organizations. \CG, TM) 

5. Review annual foundation reports to ,1dentflf' 

, funding recipients* . (TM) ' % ^ , 

6. Request journal editors to inform authors of v 

rejected (but good ) manuscripts about ERIC. (CG, Sf) 



Acquisitions 



7. Have abstractors scan bibliographies and references 
fo& likely sources. (SP) ' 0 / » ■ 

* • « 

8., Review all institutional acquisitions arrangements. 
7 • (FL) • - v ■ - 

9.' Share fesourfces (newsletters, etc.J with other 
projects w3!lfiirL supporting" organization. (CE) 

10. Initiate an "exemplary student paper contest" 

through directors of graduate programs 1n scope 
area. (HE)- 4 y j 

11. Search ERIC by source code and provide organizations 
• ** with a printout of Input from last two years to 

detehnlne If any materials are missing from 
ERIC. (HE) 

* • 

12. Attempt ,to locate replacement agencies when funding 

cutbacks occur. (EC) ■ • 

13. Monitor state and federal projects, within scope 

area, as well as regional, local 'and International 
- 1 sources. (PS, SE)' - 

14. Set up a monthly file of upcoming conferences. (CG) 

15. ' Maintain contacts'with previous contributors. (JC) 

a. . * . 

16. Develop a "Conference Paper Automatic Collection 

: Kit" tfj£t provides a. step-by-step procedure for* 
getting professional associat-1otis to assist 1n 
* * * document solicitation/collection. (EC) 



/ 
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Acquisiti 



Problem : Low' Response Rate 



- inappropriate format of conference speeches 9i 
e.g., speakers notes or overftfifd projector 
■ • ■ outlines* 

• amount\of time fbr follow-up of solicitation 
, efforts 

. • * <v- 

• decrease in document submissions. 

; ar 



Solutions 



1. Broaden conference solicitation. (CS) 

2. Send !lreminder" flyer (self-mailer) to selected 

portions of mailing list. (HE) 

3.. Establ ish standing, arrangements wjth professional 
associations* to entourage their members to 
submit conference ^papers. (HE, TM) 

. * 4 

t t 

4. Request space in convention program*for announce- 
ment of "requests for papers. "• (HE, TM*) 



Screen newsletters for possible document? and 
corfference announcements.-' (CG, JG) 



V, 



f * « 

Call authors before actual conference to determine 
if presentations are written. * (SO) ,/ 

Include Clearinghouse and/or Jacili^y^cquisjjtions-. 
brochure .with each solicitation letter. (CG) 



8. Use mass mailings to specialized groups. '(EA) 



Acquisitions 



•J 

9. Place acquisition; adyertisements in scope area 
journals, (SP), * > 

10': Use word processing, equipment to make^correspondence 
more attractive and "personal/" *(FL) . 
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Probl em : Reproduction Releases • , 

• misunderstandtng%of form y 

• Level III materials 

• receipt of documents without release forms 
: , 1 b, 



\ 



Solutions 



\ 



* ■->;( 



1. Send form letter to organization/association 

director asking, Sboiit j»l icy on reproduction 
releases and encouraging at least a Level II 
release to ERIC. (<CG, HE, SO) * 

2. Examine the usefulness of creating a standard, 

system-wide explanation letter to accompany 
release form. (UD) 



\ 
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Acquisitions 





V 




• Problem: 


Staff Time 






» 

't /-follow-up efforts ' 




* 


t coverage of scope areas 




. Solutions 


*• * 


tt $ : 

* 



1. Provide dictating equipment to utilize staff 
time better.. (RC) 

.27? Experiment with form letters. (RC) ^ — 

i * 

Develop short, succinct form letters and include 
CH and/or Facility acquisitions brochure with 
each solicitation letter. (CG, UD) 

* ✓ 

4. Set aside spec'ific times. in CH each week for 
^ acquisition>fforts. (JC, RC, SP) 

5, Use word processor to personalize letters and 1 

target particular items/groups. (fR, FL) , - 
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Screening 



1 



Level of Satisfaction: 4.39 



t 

N 



;>ER1C: 



1- 



16 



Problem : Content Analysis 

duplication .of other materials 
.§ • value of' "short* documents - r 

; § repetitive nature of documents 

^ • educational applicability 4 < 
- t overlap 1n scope areas 



Solutions ' 

1. Redesign screening worksheet to include ; specif1c 

rejection causes^ (CE) 

2. Run a computer Search to identify duplication 

with material s_al rfeady in ERIC, but monitor 

cost effectiveness . (SO) , 
** * * 

3. Encourage abstractors- to form opinions about 

documents and question the quality. 

4. Share acquisition lists with other CH's and/or 
call about specific documents. (CG, FL, RC, UD) 

Get 1npl^t"o7^rtaterli^s , educational applicability 
'from professional staff ✓^rdvi-soi^Jjoard members, 
and subject experts. (RC) 

J* ' 
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Screening 



Prqbl em ; Document Flow 

• volume of documents 

• turnaround time wiyth'reviews , * 

• increased submission qf copywrttJen/Level III' 

materials 

• limited staff time 



1 



Solutions 

1. Include more CH staff in process. (EC, SP) 

2. ^ Involve* all professional staff. (SE) 

%. Set aside specific work time each week. (CG, PS) 

4. Develop procedures checklist for documents 

.in "hold" file. (JM) 

5. Contact author and explain need for reproduction 
. \ release—reject Level III only document if 

necessary. (EC) . 

6. Form selection committee to make decisions . 

about Level III documents. (RC) 

7. Use color-coded fblders to identify documents 

'in process, on hold, for transfer. ■ (CG) 



n 





: Duplicate Checkinq 




/ 

-4 r 


< >> 
• snags in prescreening and/or screening 
stage > , 





; t 
Solutions 



1. Split process into two stages: (a) preaccession, 
prescreening check of in-house title file* 
(b) postscreening check of ADR and Title . 
Indexes for selected documents. (CE) * xr 
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Level of Satisfaction: 4.36 
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Indexing/Abstracting 



Probfem: Cost and Time Factors-' : 


2 /f 

/ 

• 


• training new A/I $ 




' ^ payment procedures 

* - ' 




( . • clerical aspects, e.g.., 
. typing, etc J 


author cardj^ 


^ji Inservlce .training for 


"old;- A/! 1 ? , 


• per unit costs • \ 





Solutions 



1. Use outside consultants on a contract basis; 

pay by the document with a specific number- of % 
documents required per v^eek; (CE, CG, RC) . • 



\3 



2. Use memos and corrected work copies as appro- 
priate; $et up Inservlce meetings, with A/l's, 
whenever possible. (RC) . % * * , 

Make A/J jresponsibl entire resume-rindexlng, 
abstracting, cataloguing,. author cflrd/and ^ 
scanning for further resources; provide 
feedback on. work before final, shipping, (SP) 

Create an 1n-house training manual with hint s^ 
and summaries of A/ I rules. (CG„ SE) V 



-/ 
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Indexing/Abstracting^ 
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4 - N x 

;ation of 



Problem : Implementa 



ERIC" A/I .Guidelines' 



• use of mandatory Reveling tertns and general 

ternls * ' ' * A ~ *' . 

• use,, of Identifier^uthority List < ' •. • 



• coordination of ctescriptorf Usage *with other 
CH uses 



use of incorrect descriptors 

• complex instructions |for fndexing 

• changes by FacfUty wfthout consul ting *CH 

• indexing from 'memory rather' than the Thesaurus 

• discrimination airing closely related descrty-- 
* tors \ 

• quality control , - . % 

• time necessaryfor <a writing quality abstracts • 



Solutions 



V 



1. Hoi ^"frequent staff meetings. and working sessions. 

(CS) < - , ' - , 

/ ' v ^ . 

* 2. Have A/I's review and critique agach other's wrk 
to delete excessively generaljfoerms .and to/ 1 
n&intatn consistency. CEC,/PS>- 

3. Use mandatory levglfng tennsr oft more^ documents. (PS) 



V 



Index4 ng/Abstract1 ng 



\ 



1 / \ ~ 4 - ^ordinate indexing- with other CH's in instances 

• v ~ of borderline or overlap in document scope; 

/ consdlt as necessary. (PS) * v., 

5. institute computerised edit program for "catching" 
incorrect descriptors. (EC) ' § * 

. 6. Use staff with a library/Information science back- 
' - • -ground; experience suggests they/tend to produce 

higher quality indexing after- very little 
training. (TM) • ' / » 



7. Write ,tof Facility and monitor about appropriateness 

of,.1n<iex1ng changes without CH consultation. (EA) 

8. Send corrected worksheets back to A/I's and write 
^ - < memos to all A/I r s. when Fad! ity jiotes specific 

problems. (CG, SO, SP) ■. 

^ % - 9. Allow A/I's ejjdugh time to write; avoid- arbitrary 

standards of production. (JC) 

« , > * 

10. Hav^Jtfrector review all work on a regular basis. * 
(SE\ • ' i 
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RIE Processing 



Cataloguing 




Le*el of Satisfaction 
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Cataloguing 



V 



Problem : Staff Time and Effort 

♦ 

• training 
^ • reviewing ; >, ' 



• con$istency 
* 



Solutions % * * 

1. Suggests day-long training session })y Facility 

for all CH cataloguers. (EC) 

2. Check Facility printouts and/or monthly isstfes. 

of RIE. (W) 

> 3. Have A/I 's complete efJtire resume to assure close 
look a£ each aspect in comparison to the docu- 
* .^nent. (SP) 

Mass produce fBrms for large conferences (such ' 
. a-5 AERA) with note field information already 
. , typed in. (IM) . - ' 
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Catalo 



Problem : Use of ERIC Processing Manual 

* ' • insufficient detail in Manual 

* flack of examples in Manual 
N % lack of feedback *n changes from Facility* 

• * idiosyncratic pjjeblems wttjj fugitive documents, 

e.g. borderline issues regarding COSATI rules, * 
* > subtitles/ report # ! s,* GEO field 

• * ' 

• confusion in correct title entries 

• conformity and consistency * 



Solutions 



1. Make one person "responsible for all cataloguing to 

maintain consistency. (CG.-SE) 

2. Keep small notebook 5 to record, Facility phone • 

instructions about cataloguing style require- • 
ments or changes. (CE) - . ' 



3. 



Request- shipment/editing printouts (LIDS) from 
Facility for review. (CE, CG,. EA, HE) ^ 



4. Develop, a cataloguing form which has. a space for\- 
every. possible field in the order in -which 1t 

will be typed, (CG, TM) k 

. •» ,• . * • 

5/ Call Facility for a, "second" opinion on certain . 
documents before shipping. * (CG)/ 

6. % Include review of cataloguing as an "additional 
layer" in editing process. ' (Ik*) 



Cataloguing 



7. Include a title page with all appropriate information 
: for eax:h document. V (JC) 

8. Maintain xlose contact with appropriate staff 
* members at Facility. (CS, JC) 






\ ^ '• . ^ : 

% - 

f 






• 


RIE Processing 

* * 

* 

Editing 


* 


- * 
* * * 


• 


/ • 

* % 

« ->«. 

Level of Satisfaction: 4.44 
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» 1 * ' " \ * 

. W • ' • . ' ' • 
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; I RjC : tr 

■■-.*> . • ' 
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Problem, : Conflicts between Editors and A/I's 

• over-editing 

• highly technical nature of documents 

• lack of feedback 

disparity of writing skills among A/I's 



nr- 



Sol utions 



1. Communicate frequently with^A/I's to ensure 
consensus 0 on certain decisions. (PS) 

,2. Create content. and style guidelines .and 
writing "tips'." (PS) 

3. Schedule periodic meetings' f<5r-A/I<'s and editors 

to discuss responsibilities. (PS) . 

4. : Return nontrivial^changes to A/I's for their 

agreement before input. • (EC) 

' c • • , 

5. Indicate abstract mode for A/ a I during sdreentfig -• 
. ' process— A/ 1 stilt has freedom to- change 

writing style provided reasons, are given. (CG) 

• - . * - 

6. *. Use third person as arbitrator for severe 

disagreements. > (PS)' 



t 
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Problem: Staff Tirife 



t quality control , 

• consistency 

t Identifier J\uthority List and cataloguing 
. checks 

• proofing 

• overload of responsibility for one person 



Solutions 

0 



1. Set up several levels of editing: (1) edit before 

typing/ keying; (2) double proof; (3) have associate/ 
assistant directors check and possibly edit: (CS) ' 

2. * Ease pressure by dividing work between two editors, 
4 (PS) . • / * _ • . 

3. Rotate proofing among processing staff, 4 (HE) 

4. Try to schedule adequate time for IAL and cataloguing 

checks as Well as editing of abstracts, (HE, JC) 

5. Have* Director review woi;k periodically to check 

consistency. (SE) \ ' „ 
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OCR Typing 



Level of Satisfaction: 4.75 
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Problem: Corrections 



• -sporadic feedback from Facility ^ 

• questions about the "finer points" 



Solutions * ' r 

*1. . Contact Facility after reviewing edited printouts 
. (lids): (CG) 

» ■ 

> 2. Make notes on the resume form about recurring 
. ^ problems and ask Facility to explain how the 
problem shbuld*ha've been handled.' (JC) 
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OCR Typln'g - * 

4 



r 



Problem : ' identification of Alternatives 

better ways to submit information 
/ • cost factors * y 



Solutions * 



1. Use a wor*d pressor. (IR, SO) 

2. ' Institute direct keying to tape. -(EC)'- 

3. Teletransfer resumes via computer. (SP) 
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Problem : Volume/Flow of Materials ' • / 

• $tafft1me 

• ^ror handwriting 

t lack of a backup person s 

t conflicts between shipping and typing deadlines 
for abstracts ' 



Solutions 



1-. Use more than one typist. (SE) 

2. Consider the use of dictaphone equipment to over- 

.come problem of handwriting, (TM) 

3. Set absolute deadline* for acceptance of CUE and 

RIE resumes frbfo editors to eliminate last- 
minute typing* pressures. (PS) 

4. Train others to proof OCR forms. (CG) 



j 
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RIE Processing 



Shipping/Mailing 



\ 



Level of Satisfaction: 4.89 
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Shipping/Mailing 




Problem : Arrival Requirements 

coast-to-coast Shipping 



• determination of appropriate shipping day 

• cost 



Solutions * 



1. Maif ahead of usual* schedule to make sure ADR 
* and/or resumes arrive on time. - (JC) 

2. Mail during mid-week , to assure prosper • arrival of 

shipments. (RC) ; ' . V 

tf. * Suggest a need to -investigate dosts ofVshlppirjg 
as postal rates Increase. j[SE) 



r 
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• ^ ^ < • » Shipping/Mailing 

: ■ : — 



« Problem : Staff Responsibility 

t_Jack of a backup person 
• vacation pe/iod? 



Solutions 



, 1. Cross-traip staff, especially administrative 
e -associate, secretary, and coprdinator of 
document processing, (HE) ^ 

j Z y Package resumes and documents, ahead of time with 

post-dated log sheets for vacation* periods— 
plajj*^n extra work to get this feat accomplished 
- (CG) • , 

3. Have organization or sponsor do the mailing. (CS) 



Shipping/Mailing 
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Problem : Work Flow 

§ completion of author cards. 

§ keeping' track of copyright release 
arrjingem'^nts^ 



Solutions. 



I. 4 Use weekly*deadline % to. keep on a regular schedule. 
1 (TM) 

2. Complete- author cards at the same time as resume. 
, (SP) 

3. Instruct the person who Tooks up copyright arrange- 

ments to note the level and authorizer name in # s 
resume worksheet, so that. the person who, prepares 
the shipment does not have to look up that 
information again. (SP) 




Communication with RIE\AutJiors 
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Levek of Satisfaction: 4.3 
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.Communication Vith' 
RIE Authors. 



/ ' 



Problem : Acceptance and Announcement of Materials 

length of tjme betweert receipt of document 
and announcement* In RIE 

• determination of amount/frequencyof - 

confmuni cation,, . N 

• inconsistency 1n notifying authors about 
- ^ c status- of documents , 



Solutions c 

1. Contsctltythors Jo explain ERIC, system. (SE) . 



2. Warn author's that documents may take six months 

to enter database. (IR) 

3. Let each author know status of his/her document 

within two* weeks of receipt. (CG) 

4. Devise form letters about status categories 
4 (accepted, accepted* conditionally, and 

transferredLand send to each author. (JC) 

„ cm ... 

*5. Copy off author addresses from notification 
; c^rds when weekly shipment is prepared. (SP) 



■ *. Communication with 

: * \ ' * ^ v RIE Authors 

v 6, "* O s*, , ; 



Problem : Complimentary Microfiche ^ 

# t keeping trac£*of aythor addresses 
* •* value of this effort ' \ 



1 Solutions " * 1 . ^ 

r ' - * 

-1. Redesign resume workform ta include address space— 
CH-numbered file a/Iso facilitates assembling 
announcements at later date,- (CE) 
. « * * 

2. Type mailing labels from information on *authpr ' 
notification', cards. (5R) 

■ m 3. Type envelope with CH nuriber in corner and author 
'* /■ name/address when weekly shipment Is being * m 
% % v prepared;, file envelopes by CH number. (C6) 

^ 4. Tnclude explanatory letter with each complimentary 
microfiche- to author. fW) 



Communication with 
RIE Authors 



Problem : Document Quality Control Issues * 
t reproduction releases 
• t reproducibility 
t inappropriate formats 
t tracking documents throughout processing. 



Solutions 

1. Keep in-house author land title card index to track 
documents through processing. (CG) — • 

8 1 

- . 2. Educate authors with CH blurb and .the CERIC 

brochure about their rights in terms of copy- 
right laws. (RC) 

3\ Develop a form letter about the reproducibility 
issues. (HE) . " . 

A. 

4. Use CH brochures &nd written/phone communications 

to decrease format problems* (EC) 

5. Include- reproduction release form and brochures 

with each solicitation letter. (CQ, EC) 



'.■? 



Communication with 
RIE Authors 



Problem: Types of Letters 


r* • 




• • rejections 


T 




* • Reproduction release requests 






? 

: - • follbw-up 






* ^acceptances <$ 






1 L . A. ■ 




; ■ — m 



J 



Solutions t ' 

1. Develop form letters for documents that 'are 

accepted, accepted conditionally, *or, transferred: 
(CG, JC) / ' . ' 

_ 2. Notify author of acceptance when document is ' 

shipped; include information about th$ receipt 
of complimentary microfiche; (PS) 1 

.3. Serid carefully^ phrased, personalized rejection 

Tetters to maintain good relations with authors. 
(JC, PS, SO) 1 

4. Request reproduction releases only twice, three 
. weeks apaft. (PS) 

5. Indicate on- reproduction release form whether^ s 

. ' " • secbnd or Jthird request. Add ^ "PJ5.';*oft the % ; * 
- third indicating ttat/XH assumed ffrst two "were 
• lost-ralso, use phone calls. 1 {EA)u ** • ; 
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RIE -Processing 



Record Keeping, 



(.e'Sfel of Satisfaction: 4.6 - 



\ 



37 



' - Record Keeping 



Problem : Organization of Files 

• • manual tracking of documents 

• computer record maintenance 

• efficiency 

• , statistics gathering i 

• accessibility 



Solutions 



.1* Set up filing system of RIE authors, documents, 
and evaluators. (CS) , 

2. Makefiles accessible to entire staff. (PS) • 

"3. Coalesce several forms into one multiple part 
form. (EC) 

4. Keep three card files:- "on order," "in process*" 

and 11 rejected "or "transferred." Also keep three 
-document files: "wafting" for better copy, ' 
missing pages, etc.; "waiting .for release"; and ," 
"ready for- shipment" (file copy waits .for shipment 
to the Facility wh.1l/e the other copy 1s abstracted). 
(PS) - " , 

5. Color code a six-part accession form: („lf wh1te= 

accession # file and record of final disposition; N 
; (2) Mue-author f1Te; (3) green=t1 tie- file; (4) 
yellowlij process f1l e;* (5) p1nk=ADR, transfers 
"(for statistics); \6) gold»ed1t1ng' slip lisfed later 
^or^ekeffitrlary file and other acquisitions purposes. 
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' • * Record Keeping 



6. Use manua* 'files to retrieve documents in process— * 
, contributor, institution, transfer, ntnfcerical ) 

accessions-, and fh-process. * (JC) 

• . " " 'v 

7. Centraliz-e "all "holding" files in one .space/office. »' ' 
. (RC) 



8. Maintain author, title,,' hold, and transfer files; 
• (CG) 38 ^ / 

9. Use colored folders to Identify documents status; 

1*e., a different colored folder for transfers, 
holds 1 for better copy or reproduction release, 
holds -for more. Information, and accepted docu- 
ments. (CG) 

10. Make duplicate check only before abstracting/ 

Indexing or only when better copy/ reproduction 
release arrives. Also arrange documents 1n 
alphabetical drder^or duplicate checking 
efficiency. 4SP) 

11 • Use computer program* to eliminate ADR problems 
and to trSck documents. * (SP> 

12. Cross-train ^staff to provide backup support. (HE) 

13. Put accepted title and author records ontcomputer. 
, * (RC) . m r 

14. — Keep comprehensive notebook o^soWc+ted document — 

sources {conferences, etc. J and unsdHcited 
documents CFac1l1$y, CH, fete.) to fhake gathering 
statistics easier. (tG) . 



Record keeping 



Problem: Transfer of Documents 4 


i— — 


— rr* 


• 

• staff time. 






• tracking 

- t 






backlogs r 


* 


♦ * 



4*1 



Solutions 



K Switch transfers to . "top-' priority" to prevent* 
backlog'/ (SP) . 



2. 
3. 



Collect transfers in a very visible basket and* 
send out once a* week. (RC) ^ ^ 

* ^ * • 

Use colored folder for all transfers— keep separate 
card file for all transfers, including author; 
title, date of transfer, and CH recipient. (CG) 



RIE Processing 



Training Indexefs/Abstractors 



Level of Satisfaction: 4.1.3 



« * 



v ERIC 
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Training Indexers/, 
x _ Abstractors . 



Problem : Costs -and Time - 

• use of CQinputer as % training tool 

• * 

• staff Involvement' 

• selection of.A/Ts * ' 



Solutions 
— i* 



1. Use outside consultants who agree to do the 

training on their own time, work-ing through 
the A/LWorkbook with a supervisor, iMhey 
sign a monthly contracts they receive a lump 
~^sum for the training time, (CE) " 

<A 4 

2. Use A/I Workbook , (All CH's). 
*3. Use 1n-house manuals and guidelines. (C(S, SE) 

4. Have other staff double up on t^sks until new 

staff has A/I tasks under control. (SP) 

5. Train abstractors to db computer searching.. (SO) 

i 

6. Hold a {group meeting of potential *A/I's ..and have 

then! complete a few sample exercises to "assess 
their abilities and Interests. (CG) 

7^ Select candidates who can write well, are responsible, 
and have good analytical abilities, such as 
students from graduate school's of education - or 
. fj library science. (JC) 



42 



I - ^ Jraining Indexers/ 

Abstractors 



Problem: Inserylce Efforts to" Develop Skills * * 


* 


* % • poor writing abilities 


4 


• specialization 1n Indexing 




• consistency. ' 




** > 
• Information* overload 




• feedback . • 7 ' ' • 





.yw>.v,1de consiarrfe feedback from editing. (All CH's) . . .\ 

• v**'" & Jk^ * ^V* • • • ' * * 

.* 2'. ' 'AlT^'tirteJwr prlN ce and 0 Immediate feedback. 

3. Have Associate DirectX and' DtI rector conduct ,„ «. — 

revlews of vtork\|: ; '($£L;\ # . • 

4. Use memos, /coptes* if ^ and 
r- ^Wold occas16narmeet'1iJ^i7^RC), 

5. Return; copies of ed^ed resumes, to A/I's» (CG, HE) 

"* ' . 

6. Review ERIC ProcesslnVManual / (PS) . . ». - 

^ ► v . %f - ' ' 



CUE Processing 



\ 



V 



Level of Satisfaction: 4.42 
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4& 

Problem : Selection of Articles 

• selective vs. full coverage 

V • too many journals and annotations 

• "one-shot" journals 
• • cutbacks 

• '-length of annotations 



Solutions 



T. Make all selections selectively rather than 
" cover-to-cover; pyt "thane" issues in as one 
article. (CG, EC). 

2. Suggest the need for a CUE Title Index for 

duplicate checking. (HE) 

3. Review "one-shot" journal s careffully to make sure * 

good articles not neglected. (HE) 

4. Suggest a need to review the 50-word annotation 

length. (S?) 

* ^ 

5. Determine cutbacks from information on a chart 

that includes: (1 Xnsubscription method (compli- 
mentary* paid, exchange); (2) last Tssue 
received; (3) UMI availability; (4) number of 
libraries subscribing; (5) number of times pub-.- ^ 
lished for last two years; (6) number of issues * 
in CU&f (7) number of total articles in journal 
issues; (a)' number of articles selected* (FL) 
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Problem: Turnaround Time 






% - late journals 

4 






, • weekly shipments 


• 




§ staff vacation breaks 






• tracking journals 


"Y 




• ^cost ^ • 





Solutions ^ r - * « 

1. Select articles in one day. (EC) . 

2. Place clearly marked CUE baskets everywhere to 

alert in-house people to move contents along • 
each day. (RG) , 

3. Suggest th.e option of mailing once a week whenever 

the shipment 1s ready. (UD) 

4i Post a wall chart showing when journals arrive, 
who is responsible for annotations, and when 
shipped. (CG, JC, PS) 

5. Assign all tasks to one person to speed up « 
process. "(CG, SP) 

. 6. Stagger vacations for consultants and staff to 
maintain work flow'. (SE) 

7." Develop workform with* (1) ultimate shipment date 
highlighted at top;, (2) initial and date by each 
journal handler^ (3) number of articles to allow 
for projections of n<imber*of annotations per 
journal per year. (CE) 
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Computer Searching 
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C 



/ 



Level of Sat is f ac¥iort: 4.3 8 
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Computer Searching 



*\ "T — : — 

n vfuitsii^ uUi Lb/ i\cLUf U nccpl My 


• 


,t billing/accounting ' 




t - staffing ^ . 


V 


' t training* 


• X 


^* scheduling. 


■9 ' * 


* ' . • . A/JT trajning 


• 




0 * , 



3 



Solutions 



* » * 

1. # Schedule appointment? only during specific time 

blocks. (CG) fl * 

* ■> » = 

2. Develop internal accounting procedure. (HE) 

3. Hold inservice workshops to train all professional 
< staff; '(PS, TM) 

« » V • • 

4. Run <searches,during low usage times, e.g.,. when 

East/fcraff is, "off-line.." .(EA) . 

,5. Pay for in-houSe searching through,' revolving 

* • account; '(PS) 

6.- Evaluate services from patron evaluation forms 
and chart of collected patron, fees. (Cg) 



^ 9 



Computer Searching 



Problem : Search Negotiations/User Contacts* ** 
t vague questions 
§ search strategy development' 
.j| .citation retrieval % 
§ referrals 

§ keeping, Qn top of the Thesaurus 

§ manual vs. computer services for users 



Solutions 



1'. s Insist' on in-person or telephone negotiation. *(CE) 

2. Reduce turnaround time wheh user services specialist 
, is out' of town or busy with other tasks— train 
others. (SP) . 



3t Refer all non-scope guestions to other Ctf's or\\ 
search services. (TM) * 



4. Allow time for searcher to study Thesaurus' to 
provide quality searches. (RC) 



5. Develop negotiating form. to use for search* nego- 
- tiations.. (RC, Sp) 

• • 

6. .Train secretaries to screen all search calls and 

. use Directory of ERIC Search Services to he! p 
^ \ clients locate nearby and/oc less, expensive 
- services. (CG, EC) - 



* < 
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/ Computer Searching 



Develops "Research Set" of Subtypes .143, 070, 07.1 ' * 
plus all citations with research in _thq£r descrMp-, 
tors to provide cortprehensiye searches or 
research. ,(EA) 

For difficult high Interest searches, run search, 
hand select relevant citations, and save cojries. 
When requests -oorae*, send a copy along with an J 
update of nfy citations. (EC) r 

Emphasize differences between majiual and computer !L 
v searches at time of search retyftst.** (JC) V 



Vocabulary Review 



• v 




ry'.lbwl of Satisfaction: 4.27 
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* Vocabulary Revi 



Probl em : Development of New Terms* * a 

• ^complex forms % * ' 

gathering input from staff and users 

r ' ^ 

• disposition of materials from earlier project 

K * * * * 1 f * 

•*. confusion about compound terms and related 

terms 



/ 



Solutions 



3* 



1. Suggest a need to ^develop a policy far compound 

terms and a Uefmition for related terms. (IR) 

2. Phdtocppy forms sent <in monthly EAB's and ask each 

-staff member^ to complete them; have vocabulary 
^review representative tabulate results. (EA) 

3. - Investigate the disposition, of materials not p.ut 

in current edition of Thesaurus. (IR) 



4. 



Use new Identifier Authority List with, postings 
to determine priorities for descriptor creation. 

(he) • ; 



• V 
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Vocabulary Review 



froblea^ Staffing _ , 

• priority among other CH 'functions 

• time /requirements*- > 



Solutions - • 

1. Have entire writing/professional staff partici- 
. pate. (CS, HE) \ ;* ■ ^ 

• * * • 

, 2. Circulate VRG fprfns to A/rs for feedback. (EA, SO) 

'3. Allot time'each month for, review of Thesaurus 
* displays and recent RIE and CUE postings. (JC) 

4. Use procedures established, in early Vocabulary 
Improvement Program, i.e., listing and priori- 
tizing D descriptors*, usingJog sheets for 
managing wprk, coTIecfcing reference books, etc. 

' . (CE) • . 

^ 5. Reyiew EAEi at first staff meeting after arrival . 



(TM) . 
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Facilities/Equipment 




Level of Satisfaction: 4.3 

i 
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- ' . Facil 1 11 es/Equ1 pment 



' Problem : Equipment 

• photocopying system J 

• cabinet "space 

• * sound quality .of FTS line 

• age/efficiency of equipment 

t. acquisitibn of better, equipment 

• maintenance 1 ' 

^ . — : ■ 



Solutions 



1. Purchase copier to improve document legibility for' 

ERIC reproduction and to qjeet in-house needs. (EA) 

2. -Work with vendors, to explain need^for proper^ 

prompt service*. (SE) "* 

3. Contact local FTS^facility to check sound level 

controls. (SO) * 

L ■' 

4. *' Demonstrate ways for use of new equipment as well 

. as Importance of locating it in-house, (JC) * 

5. Investigate support possibilities from host organi- 

zation or university. (SE) 

• * 

6. Use word- processor to store information and alter 

as' necessary for yearly/quarterly reports, (a) *\ 
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Facilities/Equipment 



pEoblem : Facilities 
space f 
t location 



Solutions 



* 4 W 

1. Work with host organization or university to 

increase offipe space. (SE) 

2. Take advantage of prime space 16cation*by tapping 
• intb faculty/student traffic. (CG } PS) 



<4 
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Services 



Products 



4 



Level af Satisfaction: 4.53 



y v 57 • • . - 
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Problem : Currency of Products 



•outdated resource lists (bibliographies) 



Solutions 



1. Reduce number, expand length, update every six 

months.^ Xft, PS) i 

2. Advertise more widely; include order blank to r 

facilitate ordering. (CG, BS) 

* " 

3. Review search carefully to. eliminate citations 

not "on target." (FL) 



58 



Problem : Pi's semi nation vs. Costs 

^ / • Increase, fn numbers and distribution without 
. % t increase in costs (' 

. - J 
Solutions ; ( \ 

1. Develop cooperative arrangements with professional 

associations to assume printing, reprinting, and 
distribution costs. (QE, CG, JC) 

2. Use office copier rather than formal printing 

services. (HE) 

3. Print bibliographic, series directly from Lockheed's- 

computer output* (CG, TM) 

4. Use dry transfer lettering for covers of some 

products (very cheap). (TM) 

5. -Use more in-house talents have various CH staff 

voiunteer to trfke responsibility for developing 
• flyers f fact sheets, bibliographies as part of 
regularly scheduled duties. (CG) 

6. Share costs with related pt'ofessional^or^anizations ' 

on a cosjt-recovery basis. , (CG) 

7. Establish priorities for various user services 

products, e.g., professional ^looking publications 
list^ include cost irv budget and eliminate some-. 
thingU-ess cost-effective, (CG) 

8. Type Instead of typeset some user services products. 
* (CG) ' 

• . - A 
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Products 



ST Induce outside author *fees.~ (CG) 
10. Charge for newsletters and fact sheets. 



(SE) 



1 



X 
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< Products, 



Problem : Inventory Control \ 

* ; • proliferation of total number of products^ 
k • large^ inventory of outdated products 
• continuing popularity of older products 



4- 



Solutions 



1. Have staff review products before each new budget 

year begins to decide which ones to drop • , 
(according to user response and/or sales). (CG) 

2. Send outdated or. closed-out products .'in quantity * * 

to vaHoys conferences for freebie table; put 
them but as freebies in the CH; include then, - 
• 1n packets at conventions. (CG) : v 

3. Maintain tight inventory control; have one staff H 

person responsible for keeping track of existing 
quantities. (CG, PS) ( 

4>. Keep ongoing, accurate records of number of products 
printed and' distributed during each contract year. 
- (CG) * . t] 

5. Make realistic decisions on number to print, based' 
* 'on previous experience; print smaller quantities. 

(CG, EC) 

6. Eliminate" price on all user services products. « (PS) 

7. Include notice of limited availability date, op • 

ordering, information. (EC) , * ■ . *: ^ 
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Problem : -Mailing Lists 

* § set-up of }ists» 
« ■ * • * * 

r establishment of' targeted audiences/readers 



\ 



Solutions . ' * . - * p \ . . 

]. Create mailing list application* cards that include' 
professional position of requestor; identify 
various -categories of users and computerize' 
r this information" (06) 

j ~ ° p » * 

"2.' Obtain mailing lists of various related profess.ionaT 

organisations. (CG, JC') 
\ • 

3. Combine CH mailing list With* other related com- 
• puterized mailing files. " (CEf ' ■ .. « 

IT * 

4. Create a special mailing list of people to whom'- 

products are sent. (CS). 
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Problem : Topic Selection fo/pff-the-Shelf Items ^ 

• wide variety of items requested by users* 

• decision-making on topics, especially for 

mini-bibs 



Solutions ^ . * 

1, Have user services specialist draw up frequently- 
asked questions list. (SP) 

.2, Obtain input from staff and advisory, boards on. 
* topic selection. (SE), 

■ 3. -Have previous authors review searches' arid select 
10-12 best citations. (Reward: Author Veeps 
the.search aridihas name' printed on\ninilbib as' 
* * r compiler.). (FL) i. -* . 
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User Services 
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Question Answering 




Question Answering 



Problem: Responses- to Questions 
" '§ - use pf foriir 1 ettjgrs 


# 






- 


t referrals 


r » 
. * 




r statistics keeping' • 


i ♦ 




• turnaround time- 




< 


<. 

* *> 


— : *r """^ 

1 \ « 




Solutions * ■• 


» 

* 




1. Develop an "all -purpose" 
requests . (TM) • 

4 * \ 


form letter* for routine 





2, 

3;' 



Develop 'linkages with other information providers. 
(CE) r 



Identify local referral sources, sucfi sts TfUtrHc 
-or university library'* (CE) \ \ 9 

4. Refer document requests to £DRS. * (CE) 

5. Write brief n<?tes on a standard enclosure slip 

using a feTt fcip pen/to match printing on 

slip— -creates a professional -looking note. (EA, RC) 

6* Photocopy Addresses from ERIC Directory of Microfiche 
' Collections for nearby collection? ] (CG, EA)^ 

7. , Develop a simplified record- keeping procedure—. 
• ' r6view quarterly report format for. statistical * 
needs.' * (SP) . r ^ 



8 # Develop a multipurpose packet of CH/ERIC materials. . 
. ' (EC)" ' • ' • - ; 
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Question Answering 



Us<e small note papjfer tta% obviates need for typing 
a letter. (RC) - 

Establish a Coordinating Soard composed tff scope . 
areai researchers and' information coordinator 
to identify issues, questions^ and ways CH ian 

' serve users', (HE) ; S ' 

Offer off-the-shelf items as ready-made informa- 
tion resources* (HE) 




Question Answer 



rroDienK ouaTTing * 




• training new staff 




• conference travel 




• inservice training 

* 


c 


* • time 




• vol ume of requests 

— ■» 





Solutions 



J 



I. Develop a guide or packet to reflect CH.role, 
functions, focus, scope area, etc. for staff 
■ and/or users. (PS, SE) 

?^~Set~schedirl rof "inservice trai rri7v<ra n d setrasi de 
tiifte for new staff to work with patrons in . 
Learjriffg Resource Center. (CG) 

rain;.receptionist*td answer and screen calls. 
(CG) . , 

* > 
Investigate the use of interns from graduate 
■ school of education to assist with 'question- 
answering* (JC) ' • . 




User Services 



On/Off-Site 
Wbrkshops/Orientations^ 



•v . 



r ; 

f 

^Level of Satisfaction: 4*55 

v 
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Orr/6ff-S1te Workshops/' 
,'. Orientations 



Problem ;- Off-Site- Workshops 

r « publicity ' 

» * 

• number of participants 

,# over-concentration' on 'Standing Order 
- # CustomeYs 

. getting materials to V/orVshop 

• * trave\ funds % 



3 




Solutions ^ * 

■ 1. Broaden workshops to Include professionals, students, 
• etc. . 1n .scope area. (SP) < . 

TT 2.' Charge fo~r workshops. (SE) . \ < 

. 3. Send brochures and other 'Information 1-f "travel" 

Is "impossible.. _(HE> ' . - ' 

4: cbs-ponsor conferences with other CH-'-s to share ° 
* [ .' cost?.- (HE.) , * 

\ . '.SJ^fdentlfy location Of professional association • 
- * meetings and='be sure to exhibit locally. (HE) 
* • 
. >r Encourage organizations to' support ERK staff • . 

; 7 , tra ' v £L- (ct, cg) v ■-. 

7. Arrange^ materials and consultation to support work- • 
shoes', conducted by others^- /CE). .. .. 



On/Off-Site Workshops/ 
Orientations 



Include pre-registration form in workshop announce- 
ments; spa£fj& minimum number of participants j 
ask registrants to'rank possible workshop topics. 
(EC) 

Obtain a formal listing in^ conference program as" 
early as apssible. (JC) 

Train stable ntmg^erm) members of liaison profes- 
^ °sional "ass"bciat$ns to conduct ERIC workshops, 
s (CERIC) 




On/Off-Site Workshops/ 
'Orientations 



/ 



Problem : On-Site Workshops 

• numerous bequests 
cost 

staffing 

• time 



Solutions 



1. Divide respojisibil ity among. several- staff members. 

ICG, P$T ' ' . •: . 

2. Review and make better use of all - ERIC audio- 

visual materials. (PS) • y . 

3,. Allow professors to borrow ERIC audiovisual s and * 
" then bring students on-site for a- brief visit. 
(RC) 

Use audiovisual material s. anthother resources 
already developed by other-JIH's., (TM) 
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Topic Selection 



Level of Satisfaction: 4.47 



I 
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Topic Selection 



' - ; ■ — — 

Problem ; Criteria for Selection-of Specific Topics 

• determination of relevanfce, currency, and. 

appeal x 

• decisions about priorities 

adequacy of data base (ERIC & others) for 
desi>ed .topics 

development of tl)>ic . 



Solutions 



V 



\ 



1. Consult adv.isory board and professional associa- 
tions (e.g., ask nfembers to rank topics featured. 
, in off-the-shelf items); solicit staff input. 
(All CH's) 

• 2. Survey user .services requests received by CH and 
• by educational service.' agencies (e.g., JjMERC 
and RISE). (TM) , 'l ^ 



/ 



3. 
4. 
5. 
6. 



look at trends in 'acquisitions. (CG) . 

Scan Yecent literature. (TM) 

EstabTish«more liaisons with user services. (PS) 

Experiment with practice application papers and* 
extensive reviews for targeted audiences. (CE) 



7, Run preliminary searches of data bases. <CE) 

8. "Work with prospective authors. (CE) ^ 
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Topic Selection 



Problem : Identification of issuer WithiV Scope 

• .inadequate knowledge of materials otfcer than 
^ERIC input V 

t overlap with other CH's 

t suitability for "packaging." '-for review and 
synthesis- - • \ 



v 



Solutions 

K Set aside time for staff reading and discussion 
of published, literature. (PjB) 

2, Rely^ on director's expertised (PS) " * 

3. Attend conferences and workshops for direct contact 

wtthfleW. (SP) 



4,* SUnt ^issues toward usfersg (SP) 



v 5. Run preliminary computej^earches and consult 
with authors. (CE) 
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Topic Selection 



c 



Prdhlem : Lack of Pfctn or Program for' Sel ection - 
,• *• *. • ad hoc nature of decision-ma king /process . \ 



J. 



Solutions 



* 



1. DeVerpp systematic program for product&and ^ . 
* service^. *lEC> HE) • • 

2. OrganHze consul tatjfdns wltfr^vlsory, boards and 

professional, associations^ (Air CH's)' 
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IAP*S 
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P<\0Qur4ng of Authors 



1 * 



v 



V 



\ 



V 



Levef of Satisfaction: 



4.1.4 



■ ■ 'A : ,T 
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Rjfocuring of Authors ^ 



^Rjf*ocun 



\ 



Problem :- Inadequacy of Rewards 

t low or nojiaymgnt \^ 



t prestige factors 



v * 



• ~ ■ 



4 



.V 



— ^ 



Solutions 



9 * > t " * 

. ,1. Provide bonus for meeting deadlines* (IR) 

2. Use young scholars or unestabl ished authors'; 
(CE, RC) 



V 




. 3. Avoid necessity of costly new research by asking 
«• • .authors in other disciplines to interpret their 
_ . — w r K for* CH, scope. — 1-1 ; 

4. Promote products. . (SE)-' < 

*' . 

5. Build prest1ge\of ERIC publications through. _ 
*, commercial arrangements (e.g.", issue IAP's in 

hardcover, series). (PS)_^ , 

* 6. Provide authors with selected supply of products* 
for their own use. (EC) 

\ • . V* ■ 
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Procuring of Authors 

\ - v 

: s i 5_ 



\ 



Problem : Quali'ty/AbilUy of Authors 

§ 'identi fiction/development of skills in review, 
synthese^t and practical appl 4 i<^ation 

§ location of unknown subject specialists wtflti 
something new to say . * ■ m * ; 

• » — * - , 

1 t abundance of unskilled' or unknqwledgeable * 
, "volunteers" 



>■ 

Solutions'' 



* 1. Survey pro fessfcmaT. literature. (CE). 



2. Identify especially good ERIC documents through' 

computer search or routine sheening. % (P5}> 

3. ' Ask' authors in ofcher disciplinesto interprets 

. their worV for CH scdpe/*' '(PS)' "V* ^ 

4. Peruse .conference^ programs..ilfPS) 

• • " - 4 : /- " > > °* 9 

5. Choose f£t|jGrs with 'good repulsion's* and' proven ' 
w ability. (JC) *" v 

6. -Consult advisory board and associations. 

7.. Develop c1ear"*sjbatement of product format .and - . s 

' emphasis afuJ'WarJc .with aifthors\ through first"" 
' ■ .-draft'. (PS) •. ^ V". ■ • % ' . 
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Procuring of Authors 



V 



\ 



Problem : Questions of ^Ownership and Copjfright 



\ 



Solutions 



1/ Devis'e anf^i use release' forms early'in product 
" development. ,(EC) * ; ^ 



L 



2.'. ^Provide authors with selected" supply of products) 
fbr" own use. (EC) ° / 
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Procuring of Authors 



Prftbl&n : *• Restriction of One-Year, Time Frame 
%\ high pressure to produce * 0 



> 



\ 



• t inability to complete -assignment' 

'. t ^staying on schedule, especially for authors 
* separated geographically 

- t *loss of well-known field authorities . 



Solutions 



1. Write bonus info stipend if deadline is met, (IR) 
Sipcrce-out P aym ent s for cot' ti missio n e^at rt? 



Space o\xJ^d^jm \ ^„Tpr commissioned w t h*x£±z z& 

3, '' Use yourtg scholars with more time at the^ir 
* /' \ disposal. (CE, RC) * * t 

Apply gentle pras'ur.e- to tardy authors. (£G) 
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Editing 

< ■ 



\ 



\ 



m 



Level o;f i Satisfactions • 4.4 
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Problem: deadlines 



t interruptions in editor's workday by visits 
from local authors 



t scheduling to ( ^ 
t turnaround time 



Solutions 



1. Use mailboxes as drop-off for materials from local 

authors to decrease interruptions— also try to- > 
provide feedback as quickly as possible. (PS) 



,2. Use word pi^&cessdr. 

3, Hire part-time editor, if possible, to assist' 
Editors ih meeting deadlines. (RC, SE) 

4> Tighten scheduling process., (PS) 

• « 

5. Hi rei fr£e*-lance. editors to cut costs--they have drftfe* 

* \ ° a ^op-notch jdb. (Hp ... 

6. -Use an elaborate, form system to control ^turnaround 

t'Jme: (HE) * ' • 



7. f Use wall dharfc .to 'monitor progress of each publi 
41 cation. (CG) . • 



( - 



7 



T: 



Problem: Qua! ity Control , 



marginal papers (good content ,• ppor'writing, 
etc.)' . • 



t ^ • definition of responsibilities of authors . 
vs. editors , 



N • writing styles 0 



Solutions 



1. Specify areas of responsibility, I.e., author 
responsible for content, editor responsible 
* for style. {PS) * 



- 2 : \, Put rtiore burden on authors to rewrite/expand, >(PS) . 

4 3. Develop a stylesheet for!authors . > (IR) 
V ' / c - * 

*.4. .Submit edited manuscript to author foh afpproval*. /< % 

• rr^ - . < '/ ■ * 

5. Remain sensitive to author/ 1 s feelings antf style, 



$ven if manuscript is a disaster. [ ("CG 



|j\P 



AP'S 



Publishing/ Printing 



4; 




Level qf-S-a-t 1st action: 



4.2 7 
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. PublUhing/Printing 



5" . 4 



Problem: Co.sts 


— * 


f 

. > # bidding processes / 




t, demands vs. Jbudgets 




• co-publishing agreements 

/ 

• / 





—I — 



Sol utions 



J CH member a£l 



1. Have a designated CH member ajbt as liaison, pefrticu- 
\ larly when low'bid made by out-of-statef printer . 



, 2-. Attempt to foster -ongoing relations with printers - 
" : and graphics contact^. (CG) 

, 3. Have professional organizations/ print copies of 
f • CH products or incorporate products in their k 

, • * journals to meet demands** (EA} , ' . 

f ——4~r— Use-eompet-f^Ve bidding process, (Sf) 

Develop/6o-pUblishing*agre*nents wfHpsroffess/fonal 

associations/sponsors. (£S, S,0}-r 



Suggest a need to identify examples of successful 
co-publishing agreements with a variety of 
publishing groups. (SP) 

4 > > 



/ 



/ 

> V 



Publishing/Printing 



Problem : Quality^ Quantity Control 



equacy/clarity of specifications* t , 



t determination of number to print 



^ 7 
i 



Solutions ■ • < * 

; % o A 

1. TencKto print 100 cfipies of each unless cot 

pQbTij5hing' arrangements e^lst. '(SP) j 

\ I 

2. Hire, if possible, person with expertise in N 

publications area. (SE) 

3. Use "forms which detail printing specif ^atinnc/' 



'„ requirements: (P.S) 



... 'C 
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Pu bl i s h i n g/Pr inti ng 



— - •> f T . , . 



I 9 

\ ,; 



f 



Problem : Scheduling 



meeting deadlines . 

• working witjnGPO 

• time Ugs with printers 



w 



if 



J: 



Solutions 



1* .Keep on top of deadlines by porting a highly 

visible . wall chart -with due dates, etc. (CG> 

• 2,. Set up drop-off boxes Containing forms which are 

completed along. -With -printing specifications . jPS) 



3. 'Have printer communicate -(in advance) any\ times 

for vacation\so that 'CH staff can forecast 
printing -requirements. (PS) * : 

4. Explore use of local^r' university printers as 

alternative-to GPO. (JC) 
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Mark^ting/Sale^s 



v 



V 



Level of Satisfaction: 3.6 2 
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Marketing/Sal esV 

6 • 



+ Problem: Management of Sales 


< 


' 1 


• staff coordination 


N 


♦ • 

t Increase in inventory. 




1 \ 



Solutions 



1. .Appoint *one stgff member to oversee all aspects 

of publications, (CG, PS) . * 1 

2. "Analy^fe buyers, and nop-buyens. . (SE) 

3. Maintain selectivgjnailing lists. (SE), 
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Marketing/Sal 



Probl em : Publicity/Exposure of Publications for Sale 
t lack of expertise 
t lack of funds 



Solutions I 

•1. Distribute flyers at conferences and conventions, , 
(CE, CG) 

2. - purchase advertisements in key professional , 

• % journal s. jEA) 

S6nd review copies to professional journals. 

• (tti JC& _ . . . ^ 

*^ ^ Send news releases to professional journals. (EA) 

5. Provide complimentary copies to organizations for. 
notification of members, (JC)* 
. . , '£s 

•6: Include publications list' with each'fillefl order. 

(iw); . Jt * 

7. Develop professional eye-catching' brochures and 
- product cover*. ^ (CG) 

8. Utilize njarketfng program^ of co-publishers and 

professional orgai>i?atibns. (CS, EC, JC); 

. 9.'~ Invite marketing experts to Technical 'Meeting's. (PS) 

10.. Do mass mailings and/or special mailings to targeted 
* groups.' rCCG; HE) 

11. Work' with marketing director* to develop plan for 
each paper. (CE) 



90* 



Marketing/Sales 



Consult authors for marketing suggestions. (CE) 

Develop revolving account to support sales. (SE) 

Make decisions to sell materials with wide appeal 
and to distribute/give* away materials with 
limited appeal . (EC) * 
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Inventory Control 

. .v • • 



\ 9 



A 



Level of Satisfaction: 3.85 
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Inventory Control 



Problem : Physical Storage 



Solutions 



1. Purchase storage cabinets that can'be locke'd. (SO) 

■ 9 

2. Centralize location of all sales products. (CG) 
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Inventory Control 



Problem ; Record Keeping 



Solutions 

' N 



1. Compaq .actual numbers 'oVhand with sales records 
• o ( n regulaKbasjs'.* (CG, '$0) , • 

» * » 

2. Limit access to materials to Publications Assis- 

tant. (SP) ' , . . • ' 

3. Communicate frequently pith "order-fillers." (PS) 

4. Set up files to* reflect, so ucpe of order / '.Use 

n separate filfe card for each publication which 
contains information on buyers, number sold, 
number^of compl imentary copies, etc. (PS) 

5. a Shelve publications so that numbers Jl eft can be 

" readily seen, (OC) 

6. Maintain lists af publications and their £D numbers 

for out-of-print -materials. (JC)\ 

, r • ' ' 

7., Keep'track of numbers'by rioting frequency and 1 

quantity of materials transferred, from storage 

^^buildfng to CH. (RC) 4 * 
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ff r of e ss i o n'a I Linkag e s 
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t • L,evel of Satisfaction: 4.18 



* 

* VJ 



* > 



\ 

/ 



V ' 95 ' 

O - • . • - ' • 



"Professional -Linkages 



Problem: Outreach- Efforts 



• insufficiency of staff and/or funds 

• follow-up and follow-through 

t monitoring changes within field 



% number/breadth of scope areas ^ 
• \* > ?h 

• contacts with professional organizajk 

during leadership" changes 

• quantity of requests and dfemands 



hi 
ons 



Solutions' 



Hold offices within professional .organizations, 
(CG, HE, JC) 



'2, 



Announce papers from conferences as mi nJ*col lection 
•in RIE. (BE) f * ■ _ I 

♦ Work with EDRS to provide inexpensive nfircrofiche 

packages of cofflference papers to pro|&sional v 
association memKrs. * (HE) Mr 
: . W 
. Make systematic 1 inkages -to covef var 1^Lt| scope 
areas/ (CE) 
* » .it i 

. Present workshops arid exhibit bo<j?hs af ^conferences. 

(An ch's) * " i: 

• Request support'from pVofessional grgipzations for 

publications and/or conference travel^ (SE) 



Professional Linkages 



* > 



7.. Encourage individual contacts by professional 
activities of staff. (TM) 

8, Establish ongoing review of IAP f s with professional 

associations. (SO) „ 

9. Renew acquisitions arrangement? periodically. (SO) 



10. Use staff meetings to brief members on trends 
* within the field. . (PS)- 

# TT. Send differeht staff members to ERIC technical and 
» ( professional staff meetings . (PS) ' 

J * 

;. * 12. ^ Increase phone x and «mail contact. (PS) 

13. Set up committees, of. evaluators from" professional 
"V * • associations* (CS) 

— - ** ' > " - 

14. Use expertise of advisory commission members. (GG) 

♦» 

15. Cosponsor publications with professiorfal assoqia- 
- tions. (All CH's) - • v 

16. Write regular newsletter/journal columns for" pro- 

fessional association publications. (All CH's) * 

17. " Encourage professional associations to reprint user 

services products.. (CE) • ) . • * , ' ' s 

» 18. Be selective in* choos'fng journal's/newsletters for m . / 

- ' staff-developed articles 'if- demand's for standing 1 • \ 

polumns are too great. i(Ct)^ * * * 



T9. Restrict the number of joint publications for each 

professional organizatioriMn order to- involve as ~ . 
many organizations as- possible^ (EA) 

20. I nvoltfe professional organizations in .product planning 
/and development and in advisory capacities. ' (EC) 

21.. Help- with mail-tags for annual meetings and then use 
. . , same 11sj>*or acquisitions. . (JC) *' v ** J 

* 22. 'Veveltfp a scopfearea directory to provide an overview 
. * of field. (RC) ^ 
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Support Sources 



level of Satisfaction: 4.76 
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Local /Admi ni strati ve 
. Support 



- ■ V • 




0 * 

Problem: Financial Support* . 


W — | 


• cost sharing * 


i 


. • • business office relationships 





Sol utions 



1. Use services of host institution or organisation ; 

as much as possible, (All CH's) 

2. Hire outride consultants to help with overhead' 

costs. (CE, C6) 

3. Employ part-time accountant* to monitor/speed up 

accounting and billing procedures. (RQ) 

4. Work closely with university administration. (SE) 
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Special Projects 



How, Determined ' 




Level -flc-f Satisfaction: 4.0 8 



• v 



ERLC 



100 



' 107 



Special Projects- 
How Determined 



J 0 ' 



' 4 



Problem : Funding anjj Staffing ■ ^ 
* lack 0/ resources . 

. § lack of clarity in. ERIC system priorities - r . t . v v 
§ timing .of receipt or request of funds 



/ 



.Solutions 



!• Use brainstorming sessions to elicit ideas/ >(CG, SO) 

2. /Get ijiput from advisory boards \SP} ;« , 

3. Seek funding from non-NIE sources. ($E) 

. ... «» 

4. Survey the field f<?r needs. (S,E) 

* a . 

JL < Check with university personnel tp see what they wilf * 
support. (S^) * ' P * - . • 

6. \ Monitor comments ^from workshop participants/ 1EG) 

7. 4 Examine overall system. (EC) V- - v* * 

8. Suggest a need to develop a list. of £R I C'sys term privi- 

ties ^and then have CH's develop appropriate proposals. 



' 103 • 

1 • 108" 



0 

1 



Special Projects 
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How Assigned 



Level of Satisfaction: 3.9 8 
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Special Projects- 
How Assigned 




Problem : Staffing 



• limited t time * / * 

• limited funds 

• identification of staff members^ skills 



Solutions 

1. Identify interests ^capabilities. (SE) 



2. Make sure that projects are carried out with full- 

time permanent staff so that chanaes in part- 
time staff do not interfere* (JC) 

3. Look at staff skills as well as tim£ which staff 

member(s) can "catve out" of usual schedule. (RC) 
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Budget-Man a g e m e n t 



Level of Satisfaction: 4.48 
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Budget Management 



Problem: Fiscal Issues 



• limited funds 1 even for required items 

• projection of unforeseen change?, e.g., 

inflation, rates 

• s cost. effectiveness 

• task analysis 

• interface vt\th university or sponsor 



Solutions 



1. Use host organization services whenever possiblp— 
j some may offer* assistance in projecting for 

inflation rates. (CE, CS, TM) 

A. * 

2. Develop a manuaV system for monitoring "encumbered" 

funds.. (EC) ' : • 

3. Develop a special form fori jyoces sing task .analysis 

that incorporates baseline data gathering teal led 
a SelProTiDa). (RC) 

4. Explore cost-sharing opportunities'. (PS) ' . 

5. Maintain flexible attitude toward money management/ 

expenditures. (P§.).. * 

6. Encourage interested professional organizations to 

contribute to mailing or printing. (JC)* 

7. Review monthly budget printouts. (CE) 

8. Develop related projects to assist with- costs. (SE) 
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Advisory Board 



Level of Satisfaction: 4.16 
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* Advisory <|oard s 



Problem : CH/Advisory Board Relationships 

t maintaining contacts 

t insufficient inpul// feedback from advisory 
board members 



Solutions 



Use frequent phone calls and letters. (JC, SE) 

2. Send each member selected portions of monthly RIE 

input, proposal summary, annual and quarterly 
reports, .lAP's, and other CH products. (RC) 

3. Mail 'an/"Ativisory Board Alert" newsletter twice 

.aye^y(PS) 

4. Present^charts and tables of documents and journal 

articles in ERIC system from each of the organi- 
zations, represented on the board. ^(EA) 



r 



107 



Problem: Costs 



• travel expenses 

• gy^oup meetings 



Solutions 

i: Meet at conventions. (CE, CG, HE, PS, SE) 

2. Limit size. <CE) 

3. Set up alternate-year meetings. (SE) ' 

4. Use personnel from host organization. (EC) 
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Staff Development 
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Staff Meetings 



v 



v. 
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Level of Satisfaction: 4.25 
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.Staff Meetings 



Problem ? Agenda 

t determination of items - 
'determination of priorities ' 



Solutions 



1. Plan ahead and incorporate concis^ 




^reporting, 



attention to EAB action Items, ald.development* • 
of project i-deas. (t^S) r( ^ , - 

2. Hold inservice sessions ori^Cbmputers and. education, 
writing, and 'staff development. (PS, TM) V 

3?" Set up inservice day for secretarial training. (SO) 

4. 'Hold monthly meetings to discus's EAB. (HE, SO) • * 



* ■ * 
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« : • -■ : ", - , ,_Staf f Meetings 

* • « • * 1 * ' N, *" . 

* 4 




obi em : Scheduling Factors. "* • ■ • 

? • determination of tfpe'and frequency 



Solutions* ' 

• ~ * • • . y Y ■ • 

1. Hold total staff meeting aaf needed— injpetus from 

any member. '(EC^ SP^ - ." 

2. Schedule meeting*bf t .eH 5r 'department*h.eads on biweekly 

basis r then - they hold meetings' as necessary. * (EC) 

'3. Hold staff meetings frequently, especially 'lnrini-» 
' meetings." (SO) • , . \ 

* 4'., Have an annual "advance ( retreat )' Away from CH to 
plah. (CG) — " v " - : 

5. Meet more often during, periods of extensive /travel* 
• by staff -members. (JC) * - f- r \^ 
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Staff Development 
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Sta,,ff Turnover/Hiring 



s 
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. Level of Satisfaction: 4.'08 
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Staff Turnover/ 
Hiring 



I . Problem ; Opportunities foY Advancement 

• lack of career ladders 

• gfaduate student turnover . 



Solutions • * 

• % 1; Consult .with CH staff and others T (PS) 

2. Hoi c{i,nservice 'seminars, (CG, PS) . • 

. 3, Provide some job rotation for learning opportunities 

and regular reinforcement, . (p$) . \ 

91 ♦ 

4; Use teaming approach. (CE) 

5. Hire consultants (local- people) to provide 
continuity. (SE) * - 

/ ^ 
6^ Have Sl\ professional staff on university appoint- 
, mfnts to decrease turnover * d (STT) . > 
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Staff Turnover/ 
Hiring 



PrcTblem: Salaries 



• lack of competitive basis 

• . geographic .location 

t low level for clerical-classifications 



Solutions 



1. Try to capitalize on staff members 1 commitment to 
CH and its users, specifically thetr satisfaction 
jn seeing the ERIC database and materials used 
vyell.' TJC) _ % > 
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Staff Development 



Staff Communication^ 



Level of Satisfaction: 4.68 
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Staff Communication 



Problem : Maintenance of Contacts 

• updating on regular or daily basis 

• out-of-work Interactions 

t lack of awareness of others 1 responsibilities 
" t staff size 



Solutions' ' • ^ 

, v -l. " Hold biweekly mee€i^vN^^?l staff advance, and 
route key Informajllon* on a rqiitlne basis. (CE) • 

, 2.^ Hold frequenf* mini -meetings.. (CS) - ? 

3, Design processing space wltTi three-door access 

triangle to facilitate Impromptu meetings. (RC) 

V * 

4. Schedul e weekl y meetings of CH management team. (EC) 

Set aside quiet time for m1n1maf staff Interaction 
to accomplish specific tasks. (PS) 

6. Establish 'system, of Internal checkpoints and 
* Information sharing, (SO) i • 

7. ^ toiler open conmunicatlon agiong staff mpmbersk (CG) 

•8l Provide opportunities for out-of-work get-togethers. 
(CG, SP) 

9. Encourage development of both professional and , 
personal friendships Within the CH. (JC) .» 
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Staff Development 



Upgrading and Training in New Skills 

for Existing Staff • 



Level of Satisfaction: 4.25 
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Upgrading -and Training In New 
Skills for Existing Staff 



Problem:^ Skill Acquisition and Improvement 




A 4*11110' 

w t line 


/ 


• cost ^ 


# 


• .lack of. career l%^ders , 




• changes 1n equipment/procedures 




• release time 




♦ » 

• content vs. technical expertise 

0 V 





Solutions 



1. Spend time one-on-one J;o teach and check skills. (PS) 

2. Have workshops for entire staff/ (PS) 

3. Allow staff to take advantage of classes offered \ 

at university. (JC, RC, SE) *. 

4. Encourage attendance at seminars, use staff training 

time to read journals, etc. a (RC) ^ / < 

■5. Have vendors provide training for. new equipment. (SE) 

6. 'Provide opportunities for staff to attend-off-site 
' training. (CG)> 

7. Train professional staff in computer search1ng*and 

word processing. (SO) * ' 4 _ ? 

8. Hold monthly staff development seminars with outsMe . 
" speakers. (CE) ..*•«• 

« " » * • 

9. Allow flexible time schedul es. to* meet- Individual- 

needs'^ (HE) 



Upgrading and Training in New 
Skill S.for-'Existing Staff 



Problem: Workload^. 






: : 1 • flow and variation of work 




0 


• small number of staff 


9 




• batkup Assistance 




o 



Solutions 



1. Train everyone to do eVery job to compensate for 

small size of staff. (TM) 

2. Encourage staff members to learn other areas to 

help with workflow 'variations. (EC)^ 



« 
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Staff Development 



Training of New Staff 



. v 



Level of Satisfaction: 4.14 



\ 



» 
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Training New Staff 



"i . 



r 



Problem : % Organization of and Approaches to Trailing 

• systematic vs. sporadic efforts /* 

explanation of complicated procedures and 
manuals 

explanation of the "big picture" of ERIC 
t time 
t c,osts 

t quality + 
t efficiency 

• responsibility 



Solutions 



1. Provide structured guidance in use of ERIC, 

Process irrfl Manual . . (EC) 
J i 

2. Have newest member trained by n&xt-to-newest 
• member, with supervision. (PS) 

3. Try to overlap new and old person for at least 

one week. (RC) - * r 

4. Set asi decline for intensive one-on-one training 

sessions. (OG) 
■ * . ~ 

5. Allow two new people to train each other— can make 

significant improvement in procedures and work 
flow. (SO) . m 



# 



~* — 



I ERIC 
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Training New Staff 



6. Put together handbooks about responsibilities for 

each position/ (CG» JC) 

7. Use A/I manual for training, as well as other ERIC " 
/ . materials. . (CE, SP) 

• * ' 

8. Provide feedback on informal basis as well as 

• / through university staff assessment procedures. 
(IR). * \ 

9. Use a training coordinator, to ensure quality and ' 

efficiency. (CE), \ . 

» 

10. Provide a .comprehensive "overview- of the ERIC system 
to help new s$aff see the full ERIC picture. (IR) 




\ 
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Staff development 



4 



i 



Job. Rojation/Staff ing Patterns 



-a 



Level of Satisfaction:. 4.2 7/ 



J 



§erjc - 
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*i \Job^A otat1on / staffin 9 ' 
Patterns 



Problem : Effectiveness 
. t -assessment 
i adjustment jferiod 



-t workload fluctuation 




Solutions , > ' - ' ° * 

^ J.. Try to determine "acceptable level of success in 
% ' V advance. (PS) ^ 

• 2. Set up changes -on temporary basis if necessary. KPS)* 

. 3. Reassess Staffing patterns when persenriel changes, 
occur. (-RC) " ' ' •• 

S 

. Make certain .that at teast one A/I position 1s - - 
filled by a person who can 'write and/or edit if 
publications workload increases. (EA) e 

5. Allow departing emplbyee to write job description* 
for replacement. (SO) > % » % 




^ V ' 
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Job Rotation/Staffing 
Patterns 



■ ->,- ■■ .-\ ■ : — 

ProbT em : Enrlchment/Satjs^&lon 

• training and backup 

• abHltyVsktll Identification 



Solutions 



1. Maintain flexible staff patterns." "(EA) . . * 

2. Recognize, that specialization is generally most ' 
. efficient for many activities/ (SE) 

3. Use teaming to provide opportunities for learning 

new tasks. ,(CG") - • t ' \ . . 

\* *Cross-tra1n staff for -support and backup - (CE, HE) 

5. Asslgo primary and secondary aireas o.f rfc^nslblllty 

to provide worJc diversity. (CE) * . 

« * ^ 

6. Change' staffing patterns according to work emphases^ 

(ps) • • r 



Public Relations 



J 



Level ot Satisfaction.: 4.13 



S 
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/ 



.Public Relation 



Problem : Visibility 



/ 



t maintenance, of contacts with users, professional 
associations, etc. , 

t maintenance of quality of ERIC materials 
(products . Ihd mi cro f ich'e ) 

t exposure, outreach 

t^Wtds 

t time 

t .staffing • v i , 



Solutions 



1. Set up, toll-free number for users. (CE M EC) 

2. Use newsletter information dissemination resources 

of supporting organizations. (CE) 

3. Produce non-ERIC ^publications with rotary account 
_ funds to help PR. (SE) * . 

4/. Work with associations to helo pay. for publication 
and conference travel r (SE) 

5.. Conduct outreach activities through advisory board, 
teacher centers, newsletter and fact sheets, ' 
International visitors, and journal article 
•writing. -(HE) 



r 
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Public Relations ■* 



6. Attend conferences and workshops as much as 

possible. (All CH's) . 

7. Offer on-si^e orientations* >(CG) 

'jTT^Send mini-searches to faculty for their courses. 
(CG) 

^9. Use targeted mail ings* (HE) 

10. Encourage institutional librarians to use ERIC 

hotline for computer searching assistance. (JC) 

11 . Prepare RIE documents to make them more. readable. 
(JO* 

12. Offer informatioh about professional groups to 

users through newsletters and- liaisons. (JC) 

13. Send out copies of off-the-shelf items to mailing 

list—creates a wonderful ripple effect. (CS) 



♦ 



^ERJC , 
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